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SCOTT ELLIOIT

ELLIOTT A ELLIOTT, P.A.
ATTORNEYS AT LAW

1508 Lady Street
COLUMBIA, SOUTH CAIIQLIIIA 29201

sellioitdtoelliottlaaeos
TELEEIIONE (803) 771-0555
FAcsMILE (803) 771-8010

September 28, 2018

VIA ELECTRONIC FILING
Jocelyn Boyd, Esquire
Chief Clerk and Administrator
South Carolina Public Service Commission
101 Executive Center Drive
Columbia, SC 29210

RE: Application of Carolina Water Service, Inc. for Adjustment of Rates and Charges and
Modifications to Certain Terms and Conditions for the Provision of Water and Sewer
Service
Docket No. 2017-292-WS

Dear Ms. Boyd:

Enclosed please find for filing the Customer Complaint Resolution Report on behalf of Carolina
Water Service, Inc. in the above-referenced docket. By copy of this letter, I am serving all parties of
record.

If you have any questions or if I may provide you with any additional information, please do not
hesitate to contact me.

Scott Elliott

SE/lbk
Enclosures
cc: All parties of record w/enc.
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BEFORE

THE PUBLIC SERVICE COMMISSION OF

SOUTH CAROLINA

DOCKET NO. 2017-292-WS

Carolina Water Service, Inc.
Compliance Filing

Customer Complaint Resolution Report
May 30, 2018 — September 21, 2018

On May 30, 2018, the South Carolina Public Service Commission (the "Commission" or "PSC")

approved Carolina Water Service, inc.'s ("CWS" or the "Company") request for an increase in general

rates and charges for its water and sewer services. As part of its Order, the PSC provideci that:

"...in order to ensure that the Company is being responsive to quality of service issues, and

to its customers, CWS shall prepare a report and submit it to the Commission and to ORS

no less than semiannually, and the document should have headings for 'Customer

Complaint,'Company Response,'Customer Reaction to Company,'nd explain the

Company reaction to Customer Complaints during the period addressed, along with any
explanations regarding quality of service."

The following report provides not only the information requested by the PSC, but also metrics

from CWS'all center operations for the first two quarters of 2018 to give a more in-depth view of the

Company's efforts to be responsive to its customers. This report contains details concerning (i) Customer

Billing, (ii) Call Center Operations, (iii) Customer Complaints, and (iv) Escalated Customer Complaints

and Resolutions.

The reporting period for this report is May 30, 2018 through September 21, 2018,
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Chart 2: Call Center Operations — This chart provides details on how responsive customer service
representatives are in handling calls. It includes the number of calls received each month and how quickly
those calls are answered.

Call Center Operations

Performance Mabrlics
Jan

Actual
Feb

Actual
Mar

Actual
1Q18

Actual Actual
May

Actual
June

Actual
2Q18

Actual

ir of Calls Recmved st all

Centers
4420 3705 3799 11924 3175 3635 3813 10823 2254T

'Average Speed o! Answer!
Service Level

53.9yr 87.0% 92.5'%7.844 85.9% 87.734 82.7'4

Abandon Rate It.6% 4.8% O.srA 4.TW 1.2'%.8% 'I 546

Longest Wail Trme rn Queue 0:18:54 0:12.24 0:08'5T 0:18'54 098:09 0:09 56 0:09:11 009'56 0:18:54

Average Wait Time 0:00.18 0:00:59 000:21 0:00:32 0 OD:27 0 00:43

Average Cuslomsr Treatment
Tune

0:04.32 0:05'17 Dr05:05 0:D4:58 0:04:45 0:04 46

The Company Is reporbng agernsi 4 Target Average Speed of Answer Senate Level of 8044 ol sa cells answered widen 60
seconds of sniering Ousus. The Company hss bosn psrformrng at this level srnce 01i0172013.
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Chart 3: Customer Complaints — This chart provides details on the actual complaints received from
customers and the reasons for the complaints. The complaint rate is measured by dividing the number of
complaints by the number of active customer accounts. These complaints are considered resolved unless

they are either escalated to the Community Relations Coordinator or a complaint comes through the ORS

for investigation by the Community Relations Coordinator. See Chart 4 for those complaints.

Customer Complaints

Jan
Ar:ttrhlil

Fsa
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3 etta
Actual

Apr
Actual
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Actual

9 of Cornplalnls Rscsrvsd 283 710 199 220 032

% of Unroaalvsd
Conlplslnls tsswd ttoocs

Io Contact ORS
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0.90% t 237% 1.12% 0.93% 2.03%
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CERTIFICATE OF SERVICE

The undersigned employee ofElliott dr. Elliott, P.A. does hereby certify that she has
served below listed parties with a copy of the pleading(s) indicated below by mailing a
copy of same to them in the United States mail, by regular mail, with sufficient postage
affixed thereto and return address clearly marked on the date indicated below:

Application of Carolina Water Service, Inc. for Adjustment
of Rates and Charges and Modifications to Certain Terms
and Conditions for the Provision of Water and Sewer
Service
Docket No. 2017-292-WS

PARTIES SERVED: Jeffrey M. Nelson, Esquire
Florence P. Belser, Esquire
Andrew M. Bateman, Esquire
Office of Regulatory Staff
1401 Main Street, Suite 900
Columbia, SC 29201

Laura P. Valtorta, Esquire
903 Calhoun Street
Columbia, SC 29201

James S. Knowlton
306 Brookside Drive
Fort Mill, SC 29715

PLEADINGS: CUSTOMER COMPLAINT RESOLUTION REPORT

September 28, 2018

—-Linda B. Kitchens, Paralega
Elliott & Elliott, P.A.
1508 Lady Street
Columbia, SC 29201
(803)771-0555
lindairnclliottlaw.us


